Measuring the Alignment of BSC with the Egyptian Travel ……….
Performance Measurement by leaps and bond became a focus in Travel & Leisure industry. Balanced Scorecard (BSC) is a performance measurement and strategic management framework which appears suitable for use by all types and sizes of business. BSC is one of the most prominent approaches in this context, which Identifies a critical set of key performance indicators that measures and evaluate the performance of these organizations. The BSC's greatest strength for most businesses comes from its innate ability to integrate financial and non-financial measures together by measuring both strategic and business performance across four interrelated perspectives. The researcher used the Balanced Scorecard (BSC) as a tool for developing a proposed model to evaluate the performance in Travel & Leisure industry. This research formulates a new multidimensional model inspired from BSC to be used as a performance ‫السابع‬ ‫المجلد‬ ‫الثانى‬ ‫العدد‬ 6102 Measuring the Alignment of BSC with the Egyptian Travel ……….
Emad Elwy Habib measure tool in the Travel & Leisure organizations with special emphasize, addressing performance evaluation of on Egyptian organizations, through the four perspectives of the balance scorecard: client, internal operating processes, employees' innovation/learning and growth, and financial. by identifying the process that encompasses its inputs, processing, and outputs, addresses performance evaluation. In addition to the identification of the constructs and variable suitable for each perspective. The research is a critical trial to identify the key concerns of the travel and leisure organizations quality of service throughout performance improvement.
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any industry and especially to Travel and Leisure industry. Travel and leisure organizations should employ a comprehensive view of measurements, including equal emphasis on a group of performance indicators other than the financial one. The lack of efficient data collection, reporting, and process improvement methodology may hinder the implementation of the modified BSC. Objectives:
1. Measuring the impact of BSC framework on performance of Travel and Leisure organization. 2. Investigating the sample responses towards the BSC perspectives and the organization's performance. 3 . Measuring the effects of internal operational processes perspective and Employee innovation/learning and growth Perspective, on the financial performance perspective taking into consideration the client prospective. 4. To measure the validity of the proposed model for improving the performance of the Travel and Leisure industry.
Hypotheses:
1. There is no significant relationship between BSC framework and the Travel and Leisure organization's performance.
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2. There is no effect of the internal constructs of BSC framework (Internal operating processes, and Employee innovation/learning and growth Perspective) on the financial performance taking into consideration the client prospective. 3. There are no significant statistical differences between sample responses towards the BSC perspectives and the organization performance. 4 . The proposed new model is not a valid tool for improving the performance of the Travel and Leisure industry.
Introduction: Giannopoulos, George, (2013) , argued that the Balanced Scorecard (BSC) is a strategic performance management framework used by many organizations in the international business environment. To my point of view, the bar of competition is getting higher in terms of the notorious current globalization that forces organizations to seek strategic planning methods, that enable them to survive, develop, and continually compete striving for their market share at present and in the future. Balance Score Card appeared as a strategic organizational framework for setting performance indicators measures to improve the organizations performance. Kaplan, R. S. & Norton, D. P. (1992) as the creators claim that Improving the performance of firms is a major challenge, particularly for developing countries. In traditional performance measurement approach, the most important goals of evaluation are performance measurement while modern approach has focused on evaluated growth and development capacity (Niknazar, 2009) . Traditional performance measures are not relevant. The challenge is to devise new internal managerial frameworks that will be supportive of the firm's new strategy. Improving managerial performance measures based on achieving these strategic goals should be developed to replace the current emphasis on short-term Peter Drucker in 1954 argued that one potential solution was to introduce "balanced" sets of measures. Market standings, innovation, productivity, physical and financial resources, profitability, manager performance and development, worker performance and attitude, and public responsibility are appropriate performance criteria (Neely, 2005) . Modern evaluation framework results in satisfaction, efficiency, and finally effectiveness improvements of organizational activities (Norton, 1999) .
As a way to measure nonfinancial performance in an organization, Kaplan and Norton, (1996) , introduced balanced scorecard approach which balanced, client, internal operations process, and innovation/learning and growth measures against traditional financial measures. Financial indicators never tell the entire story of an
The balanced scorecard (BSC) performance measures in travel & leisure organizations:
The Balanced Scorecard (BSC) is a strategic performance management framework used by many organizations in the international business environment. According to Kaplan and Norton (1992; 1996a) , the creators of BSC, this tool can balance both the financial and nonfinancial measures that any organization uses. It split into four interrelated perspectives: client perspective, internal operations perspective, innovation and learning perspective
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and financial perspective. According to Gumbus & Lussier (2006) , the BSC can be used in both large and small businesses if employees are working towards achieving the same targets and strategic goals. According to the results of Rigby and Bilodeau, (2011), Numerous surveys have provided evidence as to the BSC's popularity and widespread implementation by different types of organization Although the BSC has been successfully adopted by many large corporate businesses and non-profit organizations, it has been subject to criticism from both theorists and practitioners (Kaplan and Norton, 2001; Norreklit 2000) . Despite its critics, the BSC has produced tangible benefits for many of the large organizations who have chosen to implement it. Theorists predict similar benefits for smaller organizations and entities who decide to adopt and implement the BSC (Bergen and Benco, 2004).
Balanced Scorecard evolution: from performance management framework to integrated management frameworks:
Perkins et al., (2014) provide a taxonomy for the different versions of the BSC through a process of identifying and labelling the major and minor changes that have occurred. This allows a more nuanced analysis of the BSC as a tool for managing performance and adding precision to any critique,
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in that it is clear which version has been used. They proposed four generations of the BSC split into eight separate versions. The first is split into four different versions: The first laying the groundwork for the scorecard concept; The second beginning to focus on strategy; The third introducing specific targets, developing the strategy and introducing causality; and The fourth highlighting the role the scorecard plays as part of a Performance Measurement system (PMS). Kaplan and Norton stated that in order to have an integrated organization performance assessment, the performance should be noticed from four aspects; These four perspectives answer to four key questions: How should we be in client view? In which internal processes we should transcend? Can we stand in continuous improvement and value creativity? How should we be in our shareholders' view? 2.1. The first generation of BSC consists of above perspectives in addition to goal and metric in each perspective. These four perspectives in their first generation are explaining as follows:
Client perspective:
The prominent factors of the any organization mission statement focuses on clients. Throughout creating him a value that gets beyond his expectations. BSC supports managers interpret mission statement in four necessary for clients in four categories: time, quality, performance and service delivery, and price, that express their
‫السابع‬ ‫المجلد‬ ‫الثانى‬ ‫العدد‬ 6102
Emad Elwy Habib
goals into specific metrics (Anderson and Sullivan, 1994) . Poureisa, Arman, et al., (2013) argued that Managers need to focus on those key internal operations that develops their capabilities to meet clients' expectations. The client perspective focuses on the clients' opinion for the organization, and how the organization wants to be viewed by its clients (Norreklit, 2000) , and can also act as a very important key performance indicator on the efforts of the business to be successful (Anderson and Sullivan, 1994) . Therefore, the organization has to align its targets according to these four elements, and subsequently transform these targets into specific measures (Kaplan and Norton, 1992). Giannopoulos, George, (2013) , argued should be aligned on the business processes that focuses on the most effective activities an organisation undertakes to satisfy its clients. Organizations should decide in which processes they want to be at top and define each metric related to these items. that the internal business perspective focuses on the activities an organisation undertakes to satisfy its clients.
Internal operational processes perspective:

Learning and growths perspective:
After the metrics and goals related to internal processes and client perspectives identified, it is possible to understand that there is a gap between current organizational infrastructures and optimized level in order to achieve the goals. However, universal close
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competition makes organizations consider a continuous improvement in their products and/or services and processes and capable enough to identify new products and/or services. The organization capability in innovation, improvement, and learning directly affects the organization value. In other words, organizations just by their capabilities in providing new products and/or services, creating value for their clients and continuous improvement of operational efficiency can enter new markets and increase their profit and income, (Kaplan and Norton, 1992) . Giannopoulos, George, (2013) reached to a result that the innovation and learning perspective focuses on the capabilities and skills that the organization must excel at to achieve superior internal business processes that create value for clients and shareholders. Some of the performance measures that might be used to measure innovation and learning include employee education and skill level, employee satisfaction and retention rates.
Financial perspective:
Refers to the financial view of an organization as concerned by its shareholders and if their organizational strategy execution contributed to the first line managers and the non-managerial employees' improvement. Metrics of financial perspective identify that whether the strategy and its execution plays a role in organization profitability improvement or not. Financial goals are usually being defined in relation with profitability, growth and
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shareholders' value.
Organizations should define their financial perspective goals in a framework of sustainability, success, and rapid economic wealth growth by cash flow, success by seasonal sell growth, sections operational income, and economic boom by market share and ROI improvements, growth, profitability and shareholder value (Kaplan and Norton, 1996a ). Organizations should not use only financial data but also strategic models and measurements that emphasize the overall strategy. Some of the financial measures that can be used are: gross margin percentage, cost reductions and cut specific areas, ROI, and return on capital employed (Kaplan and Norton, 1996a; Collis, Holt and Hussey, 2012). Although the main goal of BSC first generation was to make a balance between financial numbers and future value creator derivers in organization performance evaluation, however, Kaplan and Norton didn't give a distinct and clear definition of "what is a balanced scorecard?" and just explained how to apply it and talked about BSC in relation to other organizational factors. 2.2. BSC second generation is characterized by introducing first version strategy maps, and the further development of this concept alongside the change to bottom-up ongoing approach to the scorecard concept in the second version, Robert Kaplan and David Norton (1996) , translated strategy form the theoretical framework to action throughout
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suggesting the cause-and-effect relationship between performance deriver metrics through lead and lag indicators. In general, in second generation three key improvements created in balanced scorecard: Choosing metrics based on clear strategic goals. To identify cause-and-effect relationship among strategic goals that results in designing in a strategic communicational model. Creating four new managerial processes which by using them, BSC transformed from a performance evaluation framework to a strategic management framework. 2.3. The third generation of the BSC identified has two versions, with the first characterized by the addition of the "destination statement" to the BSC and a greater focus on the strategic linkage model, while the second version simplifies the scorecard by removing many of the perspectives that are considered in earlier versions. The particular version of the BSC chosen for implementation must be carefully matched to the organization's needs to ensure success. Throughout the third Generation of BSC there were still some weaknesses in the second generation BSC concepts and identification. Although Kaplan and Norton could not overcome the weaknesses of metrics selection, however, there were still some other problems.
In 2 nd generation strategic communicational model used to provide a cause-and-effect relationship which was starting from client perspectives,
learning and growth and by passing internal operations processes and finally was ending to financial perspective. Many experts such as Kennerley, Neely, (2002) , argued that these cause-and-effect relationship is unsuitable for many organizations and necessarily do not link to macro goals and vision of the organization. Because BSC method does not have any monitoring and control on competitors and technological development; therefore, cannot be considered as a strategic control model. Mac Adam and Maisel (1992), Poureisa, et, al., (2013) , reviewed BSC based on TQM framework and explained that TQM as a strategic management are the main organization strategy factors which should be evaluated and measured. Therefore, balanced scorecard is only a tool to evaluate and measure organization strategies and not a decision-making and strategy selection tool. Kaplan and Norton added new metrics to the second generation of BSC in order to increase strategic communication and created the third generation of BSC based on these changes. In the late 1990, two other metrics, strategic destination and strategic themes were added to BSC. In addition, cause-effect relationship model in last level equipped with a more accurate tool which named strategy map. Robert Kaplan, (2008) , answered the question "what are the most important factors to execute strategies?" He stated that without effective
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leadership no strategy can execute successfully and after that linking the strategy to operations is necessary. Both strategy and operation are important but their performance in comparison to each other is quite different. Conclusion in a research Kaplan and Norton found out that 54% of organizations under the research were using a formal process of strategy execution management. 70% of these firms have obtained a better performance in comparison to the similar firms group. Using a formal framework to execute the strategy makes the probability of success, two or three times higher. In 2008 Kaplan and Norton identified management frameworks which cause to integration of strategy compiling tools and operations management such as mission statement, vision, strategy compiling methodology, dynamic budgeting and resource allocation, quality methodology and process improvement, learning organization and statistical and economic analysis tools (Kaplan and Norton, 2008) .
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Proposed Model:
The research adopts a multidimensional model of BSC to measure the performance of travel and leisure organizations in Egypt the model encompasses four dimensions; inputs, process, outputs, and measures. Brown, & McDonnell, (1995) argued that Considering the model inputs (drivers) and how they are managed depends on the mutual value added between stakeholder and their business. i.e. the stockholders never be attained unless they bring values to their business. It is therefore the satisfaction levels of the employees, clients and society together with the satisfaction of the business needs and wants that drive the business results. Overall, it is the measure and attainment of both the business's wants and needs and the stakeholder's wants and needs that indicate the success of the business at any one point in time. Consequently, with ongoing review of the outputs and outcomes (via their related measures) managers can determine if the attainment of the set goal is sustainable and whether the core organisational strategies are appropriate. Hao-Chen Huan, (2007), implied that although the inputsoutputs model helps in explaining the performance process in a very simple linear approach, prior research in this area have concluded that the interactions between inputs and outputs are much more complex. The researcher undertaken this model in order to handle the four perspectives of the balance scorecard
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by identifying the inputs, process, outputs and measures suitable for each perspective. The researcher tried to identify the key concern of the travel and leisure organizations travel &leisure organizations to the quality of service through improving the performance measures of the four perspectives of the balance scorecard for a better understanding of dimensions of performance measurement in these organizations. Figure ( 2) the proposed model for travel and leisure industry:
Client perspective:
Client satisfaction is the ultimate goal of travel &leisure organizations. 
Internal operations process perspective:
The Internal operations process perspective is concerned with improvement done in the organization as a result of the feedback of the other perspectives. As shown in table (2),
‫السابع‬ ‫المجلد‬ ‫الثانى‬ ‫العدد‬ 6102
Emad Elwy Habib
(Kaplan and Norton, 1996a; Collis, Holt and Hussey, 2012). this perspective was designed to improve the Internal operations process of the organization by using more representative measures into consideration and compares these measures with other organization or to match with qualifying standards of Business Planning, goal setting, strategic initiatives, allocating resources, and establishing milestones. 
Table (3): Employee Innovation/learning and growth perspective of the proposed model
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Financial perspective:
The financial perspective is the main aim of any profit- 
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Table (4): Financial perspective of the proposed model
The Empirical Study:
The empirical study of the research based on a limited surveying questionnaire that was designed and directed to managers in travel & leisure organizations located in Great Cairo to extract information on the respondents' awareness of the BSC framework, attitude, intention, and evaluation of the performance towards the four perspectives of BSC
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Judgmental sample included 40 travel & leisure organizations the geographical area located in Great Cairo and 350 questionnaires distributed travel & Leisure organizations top, middle, and first line managers; Covering the performance evaluation process using the BSC. proposed model. Our responds were 211, and 31 questionnaires were excluded for non-validity, to reach approximately 180 valid questionnaires that were returned with respondent rate of 51.43 % which is statistically acceptable for data analysis. Data obtained was analysed by using Statistical Package for Social Sciences (SPSS). Frequencies and percentages were made for all the constructs, a bundle of different techniques were used including cross tabulation, descriptive statistics, correlation coefficient and regression analysis. Secondary data was collected from relevant textbooks, journals. The implementation interval is chosen at the beginning of spring 2010. The research contributed to knowledge on analytical performance measurement process, its requirements, problems and needs of the Travel & Leisure industry to improve its performance evaluation process, design of proposed model for improving the performance measurements process in the ‫السابع‬ 
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Travel & Leisure industry and increasing travel and Leisure organizations profits. BSC., who is involved and engaged, and the time for review. In addition to, clarifying and differentiating between the respondents whom are familiar and not familiar with the BSC. The researcher is precise and confident with the answers of the questionnaire that are based on the characteristics of respondents in the outcomes of the frequencies. Pearson Correlation Table (6) indicated that all the constructs (BSC perspective) financial perspective, Internal operating processes Perspective, Employee innovation/learning and growth Perspective, and Client Perspective are significant at the 0.01 level, in addition to the positive relationship between the BSC perspective and performance measurement. The researcher applied the reliability test on outcomes of the study through Inter Consistency Test (ICT), Pearson Correlation Coefficient used to check validity of the four perspectives of the study and Cronbach' Alpha test for measuring the reliability of constructs (perspective) for measuring the constructs of the study. Moreover, table (6) illustration of the validity and reliability outcomes, which clarified that all the constructs of the study are highly significant as indicated by the correlation level at a high level of significant at 0.01 ranged from 0.445 to 0.878 with one insignificant exception of the sub-construct related to the providence of the organizations for the staff members to get academic or
Statistical analysis:
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professional degrees for the staff less than minimum level of significance at 0.05.
The reliability levels of Cronbach' Alpha ranged from 0.806 to 0.87, which indicated higher levels of reliability and homogeneity between the sub-constructs within the four perspectives. Based on validity and reliability of the research tool (questionnaire), the researcher concluded that the questionnaire tests well the reliability and validity of testing the hypothesis of the research. And the proposed constructs of the model tested are with great degree of validity and reliability to represent the performance development process in the Travel & Leisure industry. 
Testing of Hypotheses:
The researcher will present next the statistical analysis outcomes that will support the hypotheses verification and achieve the research objectives.
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First Hypothesis (H 1) :
There is no significant relationship between BSC framework and the Travel and Leisure organization's performance. The researcher used Pearson Correlation and Stepwise Regression Analysis statistical approaches to verify H1. 1. Pearson Correlation used to indicate the co-relation between the constructs and the performance of the travel and leisure organizations.
Table (7): Pearson Correlation Coefficient
** Denote to Pearson Correlation Coefficient significant at 0.01 level of significant Table (7) indicated that all the constructs of the model are significant at the 0.01 level and indicated the positive relationship between the perspectives and each other within a ranged from 0.759 to 0.885 which indicated the strength of this relationships.
Stepwise Regression Analysis to indicate the best combination of
constructs that can improve the performance of the travel and leisure organizations and explain the performance changes.
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Measuring the Alignment of BSC with the Egyptian Travel ………. Table (8) showed the most influential perspectives on the performance of the travel and leisure organizations according to coefficient constructs of each perspective. These perspectives are, Financial perspective positive relation, Employee innovation/learning and growth Perspective positive relation, Client perspective negative relation, and Internal operating processes perspective excluded. The value of the F-Test equals 83.444 which is significant at the 0.01 level with degree of freedom df = (3, 176) . This value indicates that the model is highly significant and can be relied on and applied with minimum errors to calculate the effect of the three previous perspectives on the performance of travel and leisure organizations. The correlation (R 2 ) value indicated that the proposed model can explain 59% of constructs that can affect the travel and leisure organizations performance. From the previous analysis we can deny and reject the first hypothesis. The statistics and
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analysis indicated that the BSC framework has great impact on the performance of the Travel & Leisure organizations and this was represented by rejecting the first hypothesis. These outcomes reflected the importance of the four perspectives of the BSC framework in the following rank: Financial perspective, Employee innovation/learning and growth Perspective, Client perspective, and at last Internal operating process perspective.
Second Hypothesis (H 2 ):
There is no effect of the internal constructs of BSC framework (Internal operating processes, and Employee innovation/learning and growth Perspective) on the financial performance taking into consideration the client prospective. Path Analysis and Direct and Indirect Effect Analysis as statistical approaches are used to verify the second hypothesis, that can be illustrated in figure (2): The path analysis was conducted based on table (9) 
The researcher concluded the following from table (9): There is a preference for direct effect outcomes over the indirect outcomes for the independent constructs. And a preference for the Employee innovation/learning and growth Perspective on the internal operating processes perspective which was revealed by the direct and indirect effect analysis. So that all the effects of the independent constructs were positive despite of being direct or indirect. The statistical analysis indicated the significance of the Internal operating processes perspective, Employee innovation/ learning and growth Perspective with their direct and indirect effect on the financial perspective through
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intermediate constructs which is the client perspective. The statistical analysis indicated also, the superiority of the Employee innovation/ learning and growth Perspective through the values presented for the direct and indirect effect on the financial perspective over the values presented for the Internal operating processes perspective. These outcomes indicated the importance of financial performance measures presented by the researcher regarding these two perspectives and their significance for the performance development process. Based on the previous outcomes the second hypothesis was rejected. Third Hypothesis (H 3 ): There are no significant statistical differences between sample responses towards the BSC perspectives and the organization performance.
T-Test and the Mann-Whitney test as statistical approaches are used to verify the third hypothesis, as shown in table (10) . T-test identify if there are statistical differences between the means of two groups. T-test is appropriate to compare the means of two groups, and especially appropriate as the analysis for the post test-only two-group randomized experimental design. Mann-Whitney test: Table ( 11) a non-parametric test (distribution-free) used to compare two independent groups of sampled data. It is the alternative test to the t-test. Mann-
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Whitney test is a non-parametric test that is used to compare two population means that come from the same population. The outcomes of table (10) indicated that there was high acceptance to apply the different perspectives of the BSC. This was clear because all the outcomes were significant at 0.01 in favour of all the BSC perspectives implementation. Table (11) illustrated the impact of using BSC on the organization performance.
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Table (11): Mann-Whitney test
The outcomes from Mann-Whitney test indicated that there was a significant statistical difference for BSC implementation and this was emphasised by the outcomes of Mann-Whitney test and outcomes of Mean Ranks. The statistical analysis indicated the significant of all the measures proposed through the model and its positive relationship with the dependent constructs which is the development process.
The T-Test and the Mann-Whitney analysis indicated along with the F-value the significant of the BSC model and also, indicated the usage of the model from the respondent's answers analysis. These outcomes indicate the importance of the accounting performance measures presented by the researcher regarding the four perspectives and their significance for the performance development process. Based on the previous outcomes the third hypothesis was rejected.
Fourth Hypothesis (H 4 ):
The proposed model is not a valid tool for improving the performance of the Travel & Leisure industry.
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Two Sample Z-test and the Kolmogorov-Smirnov test as statistical approaches are used to verify the fourth hypothesis, to compare two proportions created by two random samples or two subgroups of one random sample. Table (12) shows the outcomes of Kolmogorov-Smirnov test (K-S test), a nonparametric test for the equality of continuous, onedimensional probability distributions that can be used to compare a sample with a reference probability distribution to compare two samples. The researcher concluded from table (12) , that Z-Test outcomes indicated a significant statistical difference in favour to BSC implementation in Travel & Leisure organizations. These differences indicated the emphasis of the organization on continuous Improvement of the organization result on the long term, increasing client orientation and focus, and that the framework supports the organization to implement the long term strategy, in addition to enhancing the investment in intangibles. These constructs are consecutively ranked in accordance to their importance in the proposed model. The rest of the constructs were not significant to the implementation of the proposed model.
Kolmogorov-Smirnov test outcomes indicated that there were significant statistical differences from the sample responses at 0.05 level. The probability distribution of responses indicated the tendency toward the Proposed model implementation which conorganizationed by the acceptance of
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Emad Elwy Habib 69.2% of the sample responses of BSC users to the proposed model implementation against 48% of non-BSC users. Moreover, Kolmogorov-Smirnov test indicated that there were significant statistical differences from the sample responses which was significant at 0.01 level. The probability distribution of responses indicated the tendency toward the proposed model implementation which conorganizationed by the acceptance of 80% of the sample responses of BSC users to the proposed model implementation against 32% of non-BSC users.
Z-Test outcomes indicated that there was a significant statistical difference against BSC implementation in Travel & Leisure organizations regarding Time consuming in the implementation element. The result was verified by the sample responses as 24% of the non-BSC users against 41.5% of BSC users. The rest of the constructs have no significant statistical differences as a problem in implementing the proposed model. The outcomes from Kolmogorov-Smirnov test indicated that there were significant statistical differences from the sample responses which was significant at 0.01 level. The probability distribution of responses indicated the tendency toward the Proposed model implementation which conorganizationed by the acceptance of 69.3% of the sample responses of BSC users
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to the proposed model implementation against42% of non-BSC users. The framework has balance scorecard implementation plan in written element has no significant statistical differences between the non-BSC users against BSC users.
The statistical analysis indicated that all of the proposed measures in the model significant, and its positive relationship with the dependent constructs which is the development process, which indicated the importance of the proposed model from the respondents' perception. Moreover, the outcomes in return indicated the possibility of the implementation of the proposed model formally as a written plan considering the barriers of implementation. Based on the previous outcomes the forth hypothesis was denied and rejected.
Research Outcomes:
 Performance measures used in the Egyptian travel and leisure organizations has to be modified by developing more efficiency measures and by directing these measures more toward other perspectives than the financial perspective.  The proposed model application will enhance the accounting performance measures used in the travel &
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leisure industry by trying to present quantitative measures for the four perspectives of the model.  Empirical study indicated also, that some of the measures included in the model is already exist but without being taken into consideration in the overall evaluation process.  The empirical outcomes of the proposed model show that non-financial performance measures (i.e., the learning and growth perspective, internal operating process perspective, and client perspective) not only directly influence the financial performance measures, but also indirectly affect performance through the cause-and-effect relationships among different perspectives.
Recommendations:
 The adoption of proposed model is recommended in order to verify the efficiency of performance measurement framework and identify aspects of strength (weakness) and identify opportunities for improvement.  All members of the staff play a vital role in achieving the travel and leisure organizations mission. Thus it is important that skills and knowledge are regularly updated to enable them to continue to per-form at the highest level. To this end the travel and leisure
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organizations are committed to the developed plan for its staff.  Conducting an annual program of staff development courses and activities which should be continuously monitored and updated to achieve balance between the needs of the travel and Leisure organizations and skilled staff available.  Modify the reporting framework used to cope with the new quantifying information needed by the model.
Future Research:
The approach outlined in this study can be replicated in other nations, industries and organizations. Therefore, future studies may focus on validating the proposed BSC model and associated strategic objectives and performance measures, as well as on implementing the BSC to the other industries or organizations to test the effectiveness of this BSC strategic management approach.
